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MESSAGE FROM THE CONFERENCE CO-CHAIR
A s  th e  F a c u lty  o f  C o m m e rc e  an d  M a n a g e m e n t S tu d ie s , 
U n iv e rs ity  o f  K e la n iy a  is  m a rk in g  a n o th e r  m ile s to n e  in 
its  h is to ry  o f  re se a rc h  a n d  p u b lic a tio n s  b y  o rg a n iz in g  
th e  ICB1 2015  fo r  th e  s ix th  c o n se c u tiv e  tim e , it g iv e s  
m e  im m e n se  p le a su re  to  w ri te  th is  m e ssa g e  as th e  C o - 
C h a ir . I tru s t  w ith  an  in n o v a tiv e  th e m e  as 
“ T ra n sc e n d e n c e  th e  b u s in e s s -  im m e rse d  in  p ra c t ic e ”

ICB1 2 0 1 5  a t te m p ts  to  fill a  g a p  w h ic h  h a s  b e e n  lo n g  a w a ite d  b y  th e  in d u s try . 
T h e  fe a tu re  th a t h a s  m a d e  ICB1 2015  u n iq u e  w ith  in its h is to ry  is, its a tte m p t 
to  s c re e n  o u t re se a rc h  a re a s  w h ic h  c o n tr ib u te s  to  th e  su c c e ss  o f  Sri L a n k a n  
b u s in e ss  in d u s try . T h e  su c c e ss fu l b le n d  o f  v a r io u s  re se a rc h e s  ca rr ie d  o u t  in 
d if fe re n t in d u s tr ie s  w ill a llo w  the  in d u s try  to  v ie w  c o n te m p o ra ry  b u s in e s s  
w o rld  a n d  its p ra c tic e s . I s tro n g ly  b e lie v e  the  ta s k  e x p e c te d  b y  the  in d u s try  
th ro u g h  a c a d e m ic  re se a rc h  h as  b een  s u c c e s s fu lly  m e t b y  th e  F a c u lty  o f  
C o m m e rc e  an d  M a n a g e m e n t S tu d ie s , U n iv e r s i ty  o f  K e la n iy a  th ro u g h  IC B I 
2015 . 1 h a n d  o v e r  th e  b a tte n  to  IC B I 2 0 1 6  c o m m itte e , w h ils t  c o n g ra tu la tin g  
an d  w ish in g  IC B I 2 0 1 5  fo r  a su c c e ss fu l e v e n t.

Dr. R . A. S. W eerasiri

C o n fe re n c e  C o -C h a ir
In te rn a tio n a l C o n fe re n c e  o n  B u s in e ss  a n d  In fo rm a tio n  - 2015
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M E S S A G E  F R O M  T H E  C O N F E R E N C E  C H A IR  / D EA N  O F  T H E  

F A C U L T Y

I t  is in d e e d  a  g re a t  p le a s u re  to  d e liv e r  a n o te  o f  
a p p re c ia tio n  to  th e  6 th In te rn a tio n a l C o n fe re n c e  o n  
B u sin ess  a n d  In fo rm a tio n  2 0 1 5  c o n d u c te d  b y  th e  
F a cu lty  o f  C o m m e rc e  an d  M a n a g e m e n t S tu d ie s . 
B e in g  th e  C h a irp e rs o n  o f  th e  c o n fe re n c e , I p e rso n a lly  
am  p le a se d  to  w itn e s s  a n o th e r  su c c e ss fu l in te rn a tio n a l 
c o n fe re n c e  o rg a n iz e d  b y  th e  fa c u lty . A s a  re sp o n s ib le  

c o rp o ra te  c itize n  F a c u lty  o f  C o m m e rc e  a n d  M a n a g e m e n t S tu d ie s  c o n tin u o u s ly  
su p p o rt th e  in d u s try  b y  c a rry in g  o u t  re s e a rc h  a c tiv it ie s . T h e  fa c u lty  is 
su c c e ss fu lly  o p e ra tin g  “ C e n te r  fo r  M a n a g e m e n t  R e se a rc h ”  w h ic h  is  i ts  s tro n g  
re se a rc h  a rm  c o n n e c tin g  to  the  in d u s try . IC B I  2 0 1 5  is  a n o th e r  a tte m p t o f  th e  
fa c u lty  to  se rv e  in d u s try  to  op en  th e  p a th  to  su c c e s s . W e  s in c e re ly  b e lie v e  th a t 
th e  b u s in e sse s  w ill t ra n sc e n d  w ith  th e  in p u ts  o f  th e  e m in e n t  re se a rc h e rs  a ro u n d  
th e  g lo b e  c o n tr ib u tin g  to  the  IC B I 2 0 1 5 . 1 w is h  th a t th e  IC B I 2 0 15  w ill m a rk  a 
re m a rk a b le  fo o tp rin t w ith in  the  h is to ry  o f  re s e a rc h  a n d  p u b lic a tio n s  in Sri 
L an k a .

D r. D. M . Semasinghe

C o n fe re n c e  C h a ir
D e a n , F a c u lty  o f  C o m m e rc e  an d  M a n a g e m e n t S tu d ie s  
U n iv e rs ity  o f  K e la n iy a , S ri L an k a
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MESSAGE FROM THE VICE CHANCELLOR
I a m  h o n o re d  to  p u t  th e  p e n  d o w n  to  p a p e r  fo r w r i t in g  a 
m e ss a g e  fo r th e  6 th In te rn a tio n a l C o n fe re n c e  on
B u s in e ss  an d  In fo rm a tio n  2 0 15  c o n d u c te d  b y  the  
F a c u lty  o f  C o m m e rc e  a n d  M a n a g e m e n t S tu d ie s . 
U n iv e rs i ty  o f  K e la n iy a  h a v in g  a b le s se d  h is to ry  w ith  the  
s tro n g  p illa rs  o f  a c a d e m ic s  in  v a r io u s  fie ld s , still 
c o n tin u e  to  d e v e lo p  th e  n a tio n  v ia  re se a rc h  an d  

d e v e lo p m e n t. In  its  p a th  to  su p p o rt th e  m o th e r  lan d  fo r  su s ta in a b le
d e v e lo p m e n t e a c h  fa c u lty  c a r r ie s  o u t in te rn a tio n a l c o n fe re n c e s  to  g e n e ra te  n e w  
k n o w le d g e  a n d  sh a re  a m o n g  a c a d e m ic s  w o rld w id e . I am  p e rso n a lly
a p p re c ia tin g  th e  a tte m p t o f  th e  a c a d e m ic s  o f  th e  F a c u lty  o f  C o m m e rc e  an d
M a n a g e m e n t S tu d ie s  fo r th e  e ffo r t  p u t  fo rw a rd  o n  the  k n o w le d g e  tra n s fe r  b y  
g a th e r in g  th e  a c a d e m ic s  a n d  re se a rc h e rs  lo c a lly  an d  g lo b a lly . 1 tak e  th is  
o p p o rtu n ity  to  w ish  th e  C h a ir , C o -C h a ir , O rg a n iz in g  C o m m itte e  an d  th e  
E m in e n t R e se a rc h e rs  fo r  a  su c c e ss fu l In te rn a tio n a l C o n fe re n c e  on B u s in e ss  
an d  In fo rm a tio n  2 1 0 5 .

Professor Sunanda M addum a Bandara

T h e  V ic e  C h a n c e llo r  
U n iv e rs ity  o f  K e la n iy a  
Sri L a n k a
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K E Y N O T E  A B S T R A C T

Prof. (D r.) M arkus Blut
N ew castle U niversity  B usiness School, 

N ew castle  upon Tyne, UK

15 Years of Research on E-Service Q uality: Results of a Research 

Synthesis and Research Agenda

E-channels are fast rep lacing  traditional channels as a m eans o f  shopping and 
consum ption, w ith annual grow th rates exceeding 18% over the last decade in the  U .S. 
(M cK insey &  C om pany, 2013). C onsider A m azon and  W al-M art, tw o o f  the m ost 
successful retailers. W al-M art began investing in its e-com m erce  w ebsite in 2000; by 
2014 it had online sales o f  10 b illion  (out o f  500 b illion  U SD  total revenue) w here “e- 
com m erce operation  represents its fastest-grow ing business” (The Wall Street 
Journal2014). A m azon publicly  launched in 1997 w ith a stock price o f  1.73 U SD  per 
share; today, A m azon has a m arket cap exceeding 150 billion  U SD  surpassing m ost 
retailers (Forbes, 2015). L arge sw aths o f  services (e.g ., travel and tourism , financial 
services, a irlines) have em braced  online channels. Serv ices such as education and 
healthcare are  being increasingly  delivered online. In all these, e-service quality— the 
quality o f  service custom ers experience in online channels— is critical.

A gainst th is background, the  goal o f  this research  is to develop a conceptual 
fram ew ork relating  d ifferen t com ponents o f  e-service quality  to its outcom es. The 
fram ework is rooted in m eans-ends-chain  theory (G ardial et al. 1994). It is tested using  
a m eta-analysis o f  89 independent sam ples rep resen ting  31,264 individual 
observations. The sam ple o f  stud ies spans 15 years o f  research  (2000-2014), as the 
year 2000 is w hen the research  on this topic took  o ff  in earnest. The research synthesis 
provides guidance about m easurem ent o f  e-service quality  and it sum m arizes the 
impact o f  e-service quality  on key  outcom es— custom er satisfaction , repurchase 
intentions, and  w ord-of-m outh , as well as the m oderating  im pact o f  three contextual 
factors: country  culture, regu latory  environm ent, and industry context. R esults 
indicate that e-serv ice quality  has four underly ing d im ensions (w ebsite design, 
fulfilm ent, custom er service, and security/privacy) though  the ir relevance for overall 
e-service quality  is m oderated  by country-specific  (uncertain ty  avoidance, 
m asculinity, pow er distance, individualism ), regu la to ry  environm ent-specific
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(financial secrecy, rule of law), and industry-specific (services/goods, 
retailing/banking) factors as well as research-design factors. The findings of this 
review are used to develop a research agenda providing guidance for future research 
on e-service quality construct.
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